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China's insurance industry has experienced rapid development, the formation of 
domestic and foreign companies compete in the market. In the fierce competition 
among global, service quality and customer satisfaction as a key factor in the 
success of its competition, the establishment of an effective performance 
management system of customer service staff become to the focus of the insurance 
company human resource management. 
This paper expounds on the performance management theory,  analysis C 
insurance company customer service centre staff performance management system 
of the problems and their causes, determine the guiding ideology of the need to 
improve performance management system each link is not reasonable and defect of 
the local,proposes four Suggestions of strengthening performance plans link 
awareness and staff participation of performance management to improve the staff’s 
support for the implementation of performance, clearing responsibilities to promote 
performance of executive performance of implementation communication and 
performance coaching, improving the performance assessment methods to 
reasonable evaluation staff performance, reasonable performance result applied in 
order to inspire staff improve and improve performance, finally also carried out the 
improved performance management system, it is concluded that the operation results 
predicted reasonable conclusion.  
Paper is divided into six parts, the first chapter in this chapter for the 
introduction, research background, put forward the significance of subject, this study 
topic research content and methods; The second chapter reviews for performance 
management theory, for the next provide theoretical foundation; The third chapter 
research C insurance company customer service center staff performance 
management system, analyzed the current situation of employee performance 
management system problems; The fourth chapter aiming at the existing problems, 
and put forward four Suggestions for improvement; The fifth chapter using 
experience of the improved performance data management system commissioning, 
test feasibility. Finally the conclusion, evaluation in this paper, the results that the 















This paper attempts to C insurance company customer service center staff 
performance management system of improvement, to solve the performance 
management of the problems encountered and eventually to purpose of reaching 
department performance goals and improving the management level.  
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速的发展。2010 年全国保费收入 1.45 万亿元，增长约 33%，实现利润总额 607




C 保险公司前身于 1949 年成立，1996 年分设为独立公司，2003 年底在纽
约、香港上市，2007 年回归 A 股。C 公司业务规模不断壮大，2009 年实现保
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